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(54) CHARGING SYSTEM FOR HELP DESK SYSTEM 

(57) Abstract: 

PROBLEM TO BE SOLVED: To conduct charging which 
causes no unfairness, according to the inquiry content 
and the inquiry situation of a customer to a help desk. 

SOLUTION: A user terminal 1 transmits inquiry 
information from the customer to the help desk 2. The 
help desk 2 registers the date/time, of the information 
receipt to a database 21 as first charging information. 
The date/time, when the response was started to be 
transmitted to the user terminal 1, are registered in 
the database 21 as second charging information. An 
accounting working part 4 calculates data corresponding 
to difference data of first and second charging 
information, namely, the time necessary for making 
response, calculates the number of the points of service 
from a corresponding rule stored in a database 23 and 
conducts charging based on the number of points. 
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[Embodiments] Embodiments of the present invention will 
now be described with reference to the drawings . The 
present invention is not however limited to the following 
embodiments, but various variations are possible. 

[0013] Fig. 1 is a block diagram illustrating the whole 
configuration of the charging system of the help desk 
system of an embodiment of the present invention. The 
charging system of the help desk system of this embodiment 
comprises a user terminal 1 which transmits inquiry 
information from the customer; a help desk 2 which receives 
the inquiry information; a secondary coping unit 3 which 
takes on the inquiry information of a high priority from 
the customer, or inquiry information difficult to carry out 
an in-house closed search; an account working unit which 
determines a charge corresponding to the individual pieces 
of inquiry information; a database. 21 for registering the 
charging information for each piece of inquiry inf oinnation; 
a database 22 which stores priority information; a database 
23 which stores point information for each coping time; and 
a database 24 which stores charging information for each 
department . 

[0014] While the above description sets only one user 



terminal 1, a plurality of user terminals may usually be 
installed. The database 22 storing the priority 
information^ the database 23 storing the coping time point 
information and the database 2 4 storing the department 
charging information can be replaced by storage areas of a 
computer used by the system. 

[0015] functions of the individual components of the 
charging system of the help desk system of this embodiment 
will now be described- The user terminal 1 transmits 
inquiry information from the customers using general 
products and software products to the hep desk 2 via an 
information path PI. 

[0016] The help desk 2 registers the first call (date 
and time when the above-mentioned inquiry information is 
received) from the customer, together with the name of the 
customer in the database 21 via an information path P2 . The 
help desk 2 determines the priority (described later) or 
the relative difficulty of technical details of the inquiry 
information, decides whether the inquiry information is to 
be processed by the help desk itself or to be transferred to 
the secondary coping unit 3, or to be subjected to an in- 
house closed search. When the inquiry information is to be 
transferred to the secondary coping unit 3, the help desk 2 
transmits the inquiry information to the secondary coping 
unit 3 via an information path P9 . When the inquiry 
information is to be subjected to an in-house closed 



search, the help desk 2 transmits the inquiry information 
to an in-house search department (not shown). (When the 
in-house search department finds it difficult to cope with 
such a task by itself^ the department transfers the inquiry 
also to the secondary coping unit 3 . ) The help desk 2 
transmits a response from the secondary coping unit 3 or 
the in-house search department to the user terminal 1 via 
the infojnnation path P3 . After transmission, the final 
call (the date and time of start of response to the inquiry 
contained in the inquiry information) and the required 
period of time (time difference between the first call and 
the final call) in the database 21 via the information path 
P2. 

[0017] When the inquiry information is to be self- 
processed, the help desk 2 immediately transmits a response 
to the user terminal 1 via an information path P3. In this 
case, upon registering in the database 21 after the above- 
mentioned transmission, if the contents of the response 
have already been publicly released, or the contents are 
the same as past ones which have already been notified to 
all the customers who inquired about the saane contents, the 
above-mentioned first call and final call are registered so 
that the required time becomes the same as the required 
time in such a past case. When the contents of a response 
to the customer are different from the past ones (for 
example, a response based on the manual or on operator's 
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experience) , the final call is registered in the form of 

r 

the same numerical data as the already registered first 
call. 

[0018] For an inquiry not covered by charging, such as a 
defective product, nothing is registered in the database 21 
from the beginning. The account working unit 4 calculates 
^ the number of points (number of points representing the 
service score) by the use of point information for each 
coping time described later of the database 23 from the 
required time information registered in the database 21. 

[0019] The account worJcing unit 4 executes verification 
of the target of charging and calculation of the charged 
amount from the above-mentioned number of points and the. 
charging information by department stored in the database 
24. If the customer who sent the above-mentioned inquiry 
information is covered by charging, the account worlcing 
unit 4 sends, for example, a notice of charging containing 
the charged amount calculated as above, and transmits the 
Scime to the user terminal 1 via the information path P7. 

[0020] The charging notice may be carried out in a lump 
upon monthly execution of cost transfer. When the help 
desk does not limit charging to in-house use, the above- 
mentioned amount of charge can be calculated by multiplying 
a certain unit amount of the above-mentioned number of 
points . 

[0021] When the covered customers for the above- 
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mentioned amount of charge are limited within in-house 

F 

departments, the cost per point is calculated from the 
maintenance cost of the help desk system and the total 
number of points, and payment of the maintenance cost is 
requested to each corporate department, a customer. 

[0022 ] The account working unit 4 can also prepare an 
^ index for numerating the degree of contribution of service. 
For example, the quotient obtained by dividing the total 
required time during a prescribed measuring period (month, 
weak, etc.) by the number of inquiries, i.e., the average 
required time may be adopted as such an index. 

[0023] Or, the quotient obtained by dividing the total 
number of points during the above-mentioned prescribed 
measuring period by the number of inquiries, i.e., the 
average number of points may be used as such an index. It 
is possible to determine whether or not the response time 
required until the completion of service worsens on the 
basis of such an index. These indices can be effectively 
used as indices for a personnel disposing plan or for 
customer satisfaction. 

[0024] Fig. 2 is a descriptive view illustrating 
examples of the contents of information stored in each 
database of the help desk system of this embodiment of the 
present invention. Fig. 2(a) shows charging information 
registered in the database 21. In this example, contents 
corresponding to such items as first call, final call and 



6 

required time are registered for each customer who made an 

inquiry . 

[0025] Fig. 2(b) shows priority information stored in 
the database 22. In this example/ priority (degree of 
preference of response processing) for each customer. Fig. 
2(c) shows point information by required time stored in the 
database 23. In this example, the response time is 
classified into four stages from 0 minute to over 3 hours, 
defining the number of points for each division. The basic 
concept is that, according as the response time is shorter, 
the degree of service is higher, corresponding to a larger 
number of points . 

[0026] Fig. 2(d) shows charging information by 
department stored in the database 24. In this example, the 
personnel department (indirect department) and executives 
are excluded from the coverage of charging. Fig. 3 is a 
flowchart showing operations centering around the help desk 
of the charging system of the help desk system of this 
embodiment of the present invention. 

[0027] The operations centering around the help desk 2 
will now be described with reference to Figs. 1 and 2, and 
using the flowchart shown in Fig. 3. In step Si, inquiries 
are received from the. customers to the help desk 2. That 
is, inquiry information transmitted by the customers to the 
help desk 2 via the user terminal 1 are received by the help 
desk 2 . 



7 

[0028] In step S2, the hep desk 2 registers the first 
call (the data and time of the receipt) in the database 21. 
In step S3, the help desk 2 determines whether or not it is 
possible to make an immediate response by self-processing 
of such inquiries. If possible, the process advances to 
step S8 . 

[0029 ] If it is impossible to make an immediate 
response, the help desk 2 determines the priority of the 
customer in step S4. For a customer of a high priority, a 
secondary action is taken in step S7, and the process goes 
to step Sll, and if not a high priority, the help desk 2 
determines whether or not the in-house search department 
can conduct search in step S.5 . If not possible, the 
secondary action is taken in step S7. If possible, an in- 
house search is carried out via the corporate search 
department. Then, a response is provided to the inquiring 
customer in step Sll, i.e., a response is transmitted to 
the user terminal 1 having transmitted the inquiry 
information . 

[0030] In step S12, the final call (date and time when a 
response to the inquiry is started) is registered in the 
database 21. When an immediate response to the inquiry is 
determined to be possible through self-searching in step 
S3, it is determined in step S8 whether or not there has 
been a response of the same contents in the past. If there 
has been a response of the same contents in the past. 
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setting is carried out in step SIO so that the required time 

to be registered in the database 21 becomes the same as the 
required time in that past response. If there has been no 
such response of the same contents in the past/ the final 
call is registered in step S9 so as to be the same as the 
first call. That is, the same numerical data as the first 
call is set as the final call- Thereafter, the process 
proceeds to step SIX and subsequent steps. 

[0031] In this embodiment, the above-mentioned required 
time has been described above as being calculated by the 
help desk 2 and registered in the database 21. It is 
however possible to cause the account working unit 4 to 
process this job. 

[0032] 

[Advantages] According to the present invention, as 
described above, actions are taken in response to the 
relative difficulty of the inquiry information or the 
priority of the customer, and charging is executed on the 
basis of the response time required until a response is 
provided after receiving the inquiry. It is therefore 
possible to apply fair charging corresponding to the degree 
of service. 
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FIG. 1 

1: USER TER24INAL 

2: HELP DESK 

3: SECONDARY RESPONDING UNIT 

4: ACCOUNT WORKING UNIT 

21: DATABASE 

- 22: DATABASE 

23: DATABASE 

24: DATABASE 

(1) (INQUIRY INFORMATION) 

(2) (PRINT INFORMATION BY RESPONDING TIME) 

(3) (CHARGING INFORMATION BY DEPARTMENT) 

(4) (PRIORITY INFORMATION) 



FIG- 2 

(1) INQUIRER 

(2) FIRST CALL 

(3) FINAL CALL 

(4) REQUIRED TIME 
( 5 ) CUSTOMER A 

(6) CUSTOMER B 

( 7 ) CUSTOMER C 
( 8. ) CUSTOMER A 
( 9 ) CUSTOMER D 



' 10 ) 


CUSTOMER B 




11) 


CUSTOMER B 




12) 


NOV. 


12, 


10: 


15 


13) 


NOV. 


12, 


10: 


25 


14) 


NOV. 


12, 


10: 


33 


15) 


NOV. 


12, 


10: 


35 


16) 


NOV. 


12, 


10: 


35 


17) 


NOV, 


12, 


15: 


35 


18) 


NOV. 


12, 


17: 


12 


19) 


INQUIRER 






20) 


PRIORITY 






21) 


CUSTOMER 


A 




22) 


CUSTOMER 


B 




23) 


CUSTOMER 


C 




24) 


CUSTOMER 


D 




25) 


REQUIRED TIME 



POINTS 

0 min 

1-15 min 

16 min - 3 hr 

OVER 3 hr 

PERSON 

CUSTOMER A 

CUSTOMER B 

CUSTOMER C 

CUSTOMER D 

DEPT. 

PERSONNEL 

DEVELOPMENT 

EXECUTIVE 

SALES 

TO BE CHARGED OR NOT 
NOT CHARGED 
CHARGED 
NOT CHARGED 
CHARGED 



[1112] 




(2h 



/ 



ASA. 



(£) Btfu 12 Hid: 18 iiflKBjD:2S — OftOf— 

ASA/ u-BuBioras u 12 B 10 : 3S--iifti»_ 

11^12 012:44 11^12Bl5:35-^^.ra:51- . 

B*^ U U a 17 : 00 11 ^ U B 17 : 12-^. 2iJ2 





(b> 









1 




2 




3 




2 






— 7" 



-1 Bi^3i$pa I 

.3 QMS 0 




12 

FIG. 3 

SI: INQUIRY TO HELP DESK 
S2 : REGISTER IN FIRST CALL 
S3: IMMEDIATE RESPONSE POSSIBLE? 
S4: HIGH PRIORITY? 
S5: POSSIBLE BY IN-HOUSE SEARCH? 
- S6: CARRY OUT IN-HOUSE SEARCH 
S7: CARRY OUT SECONDARY ACTION 

S8: HAS THERE BEEN A RESPONSE OF THE SAME CONTENTS IN THE 
PAST? 

S9: REGISTER FIRST CALL WITH FIRST CALL = FINAL CALL 
SIO: SET THE SAME REQUIRED TIME AS IN THE PAST RESPONSE 
Sll: SEND RESPONSE TO INQUIRER 
S12: SET FINAL CALL 
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